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Woodruff Arts Center: Lead Information Architect       Nov  2009 - Feb 2010 
 
Ecommerce Redesign     
 
Role: Interaction design, information architecture, leading design sessions, building consensus. 
 
As the sole information architect working with Atlanta’s premier arts center, I collaborated with 
business owners, visual and web designers, and developers to revamp and modernize their 
ecommerce flow. Our redesign included subscription orders and renewals, single concert orders, 
registration, the ‘My Account’ management area, shopping cart, checkout, and order confirmation.  
 
The Atlanta Symphony Orchestra was the first site to go live, and will be followed by the High 
Museum of Art and the Alliance Theatre.  
 
Pictured is one of the more than 80 wireframes I completed for this project. I also created a user 
experience standards document to guide future development. 
 

  

 

 



Intelliverse: Product and UI Designer/Usability Engineer           Oct 2006- Nov 2008 
 
AutoReceptionist   (Allow Business Owner to build an unattended Telephone System)
     

 

 
 
 

Role: Conception, interaction 
design, information architecture, 
supervision of visual design. 
 
This Flash-based drag-and-drop 
application helps the small 
business owner conceive, create, 
and activate an AutoAttendant. 
 
The user drags one of the building 
blocks to the desired keypad, types 
a label and destination, and the 
system does the rest. 
 
A wizard guides the customer as to 
add extensions, announcements, 
menu repeats and other features, 
enables scheduling of business 
hours and after-hours attendants, 
and allows easy update of 
recorded prompts. The graphic 
interface allows the user to see the 
entire attendant or drill down into a 
single menu. 
 

 User may view the entire call flow and drill down into a single menu 

Drag an icon to a keypad and follow the prompts to build an action 



Intelliverse: Redesign of Soft Phone   (Imagine Skype targeted for SMB)   
 

My redesign utilized current usability standards, existing research, and iterative prototyping.

 
       
      Original  

 

            
 

Redesign   

 

           

 

 

 
Tabbed call area clearly 
identifies two callers. During 
tests users intuitively used tabs 
to switch between calls and 
trusted that the original call 
would be placed on hold  
 
 
Text area may be used to type a 
phone number or narrow the 
contact list. Testing performed 
to evaluate the usefulness of he 
clickable A-Z widget showed 
that it was used frequently by 
both keyboard-oriented and 
mouse-oriented participants. 
 
 
Tabbed control panel allows 
user to toggle between Contact 
List, Call Log, and Dial Pad

Some Improvements: 

• Context-sensitive actions reduce 
clutter 
 
 

• Color-coded call display area 
reflects the current status and alerts a 
user to situations that demand 
attention: yellow: call on hold, light red: 
muted call 
 
 

• Function buttons reside near the 
information they act upon; utility 
actions relegated to periphery 
 
 

• Contact list may be narrowed by 
typing or using clickable alphabet 
widget. Double-click or enter key calls 
the selected name. 

 

 



AT&T Mobility                     March – April, 2010 
 
A colleague and I had just two weeks to evaluate the current system, conduct exploratory research, and develop solutions before conducting usability 

tests. Our presentation of findings and recommendations got rave reviews. As one manager said, “This is the kind of research we ought to be doing!” 

 

 



Leading Software Company - System Watchdog Application                 2009 
 
Goals: Improve readability and comprehension of main features, consolidate disparate views; expand the main view to show 5 tiers of components  
 

Application’s Original Main Page           WebSoSmart Redesign 

 

 

 

 

 

 

 

 

My redesign of this web-based monitoring system consolidated all of the 

information from the original multi-page interface into a single dashboard-style 

page shown above. In addition, a clickable visual hierarchy (which can be folded 

up with a single click) occupies the top panel. This shows the path to the node 

being monitored, gives a color-coded indication of each node’s state, and 

allows the user to switch nodes instantly. 

 

Although the picture is small and may not facilitate close comparison, I hope 

that organizational and readability enhancements are visible at a glance.  

  



 

Telecommunications Company: Standardized eCommerce Order Flow            2008 
 

Task: Design a flexible eCommerce flow that allows customers to order and customize any of the 
companies’ products while supporting easy and immediate changes to the shopping cart. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Role: Information architecture, interaction design, creation of 
standard models for use of interactive elements, design of user-
friendly error message handling, conception and supervision of 
visual design, CSS development. 
 
This company had many telecommunications products and wanted 
to institute a single ecommerce flow that would incorporate current 
best practices in usability and information presentation, and allow 
visitors to easily change their orders. A right-hand display box 
showed order status and allowed immediate changes. 
 
Creating a single reusable flow ensured that future changes would 
be propagated to all products. The resulting system is more 
consistent and easier to maintain.  
 
Challenge: coming up with a task flow that would: 

- Prompt customers to enter important information 
immediately to reduce the possibility of abandonment. 

- Allow additional steps to be inserted into the flow based 
upon individual product requirements. 

- Retain a similar, easily understandable flow despite product 
variations. 

- Design consistent interactions and reuse interactive 
elements whenever possible. 

  



Georgia Power’s HR Intranet:  (Contract for Blue Marble Media)  

July 2004 and June 2005 

 

The Problem: The site’s front page tried to be a one-

click shop by featuring links to a large number of its 

features. Although these were grouped beneath 

headings, people tended to overlook the categories, 

preferring to search the links one by one. Since 40 to 60 

links appeared on category pages, this became a 

reading exercise and most users gave up after reading 

10 or 15 items.  

 

Groups of bright blue links grab attention and seem to 

dare people to "just find the right link" to save a click. 

But when there are too many links, it just becomes 

wearying.  

 

 

The Solution: We eliminated the reliance on blue links 

and guided users to the navigation. When the user's 

mouse hovers above the navigation, text appears 

below the categories, describing that page's contents.  

 

On category pages, headings are shaded and rendered 

in 14-point type, emphasizing them over the 11-point 

links, which themselves are large enough to be read by 

older adults.  

 
 

 

The Results: When tested the next year, participants 

were able to find 100% of items in our usability tests – 

a huge improvement over our tests on the original site.

 
 

 

 

 

 



ACS: Redesign of Medicaid Fraud Detection System   November 2005-May 2006 
 
Project: A state may not claim fraud against a medical practitioner without a statistical study 
showing that the practices in question are outside the norm. My redesign of ACS’s software 
featured a wizard to help the user build this study, which then creates the statistical report. 
 

• Responsible for UI redesign of the system, which was migrating from client-server to the web. 
o Reengineered the task flow  
o Added color coding to differentiate and enhance comprehension of abstract items 
o Eliminated unnecessary details 
o Increased comprehension by using plain English cues and error messages, placing 

"Learn More" links, clarifying item names, and creating a screen flow that reinforces 
the process of building a study.  

• Spoke at length to the business analysts and other employees who worked as user liaisons 
to determine how the system was currently being used, seek recommendations, and brainstorm. 
(Access to current users was restricted due to business reasons). 

• Built the production HTML, CSS (using CSS for tableless structure) and Javascript for the UI.  
 
 
Standardizded Screens for Study components: 
 
   These screens build the components used to create the study. The screens follow two basic 
models. I included the interaction and page transition notes in two "Standard" pages up front, 
which serve as the specs for all similar elements on the subsequent pages. By doing this: 
 

• Only the unique elements on individual pages need to be explained.  

• The basic page types are shown right up front, providing a model by which the 
developers can understand the complete design.  

 
 

Page Interaction:

My Items/All Items radio buttons filter the 
Item names in the table

“My Items” = Items for which the current 
user is Creator or Last Updater in DB.

Search for: Filters table Item names in 
real time.  Searches for the typed 
characters anywhere in the Item Name 
field only.  (Javascript)

Table order at init: alphabetic by name
Table Headings may be clicked to sort the 

table 
Name: since initial state is A-Z, first click 

sorts Z-A, then alternates
By: First click sorts A-Z, next click sorts 
Z-A, then alternates
Date/Time: First click sorts descending, 

next ascending, then alternates
View: brings up View screen in a popup 
window.

Selecting Table Items:

Clicking an Item name highlights (and 
selects) the Item. It also “deselects” any 
currently selected item.

Double-clicking also highlights the 
Item. It does not initiate an action.

If user selects an Item and clicks a 
button (Modify, Delete, etc) for which 

he is not authorized, put out an error 
message

Page Transition:
Copy to New: Copies Item, adds “Copy” to end 

of name, shows Item Detail page. 
Modify Existing: Shows Item Detail page. 

Name stays the same
New: Shows  Item Detail page.with empty input 

areas.
Relationships: Search relationships page

Delete: - Checks for relationships.
 If relationships exist, shows “Search 

Relationships” page.
If no relationships exist, shows page 2 of the 

transaction with the “Delete” buttons: 
Confirm Delete/Cancel

Exit: Returns to home page

List Items
Consectetuer adipiscing e

Enter TextSearch for:

  Item Name Last update: By         Date/Time 

RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 
RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 
RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View

RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 
RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 
RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 

RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 
RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 

RS   name (up to 50 characters)       DEFG      12/21/2004 12:14     View
RS   name (up to 50 characters)       ABCD      12/21/2004 12:14     View 
RS   name (up to 50 characters)       MJRC      12/21/2004 12:14     View 

Select an existing or build a new Item 

Table headings are 
sortable

Table order: initially 
alphabetic

Note to HTML programmer for 
alignment: 

50-character Item name: width="320" 

4-char ID: width="35"  font: narrow
Date/Time: width: “116"  font: narrow
View hyperlink: width = “31”  

New DeleteRelationshipsCopy to New Modify Existing Exit

Consectetuer adipiscing elit, sed diam nonummy nibh euismod 
tincidunt ut laoreet dolore magna aliquam erat volutpat. Ut wisi 
enim ad minim veniam, 

Main 
Table

Item Detail Item Detail Item Detail View Item
or Search 
relationships 
Page

Home PageSearch 
relationships 
Page

List Items: Standard Actions

 



Study Pages: 
 
These pages are used to view and manage a study once its components have been built.  
 
 The study is displayed in a tree structure. Shown below is a study in which the viewer has 
drilled into its details. 
 

• Once again, components are color-coded to help users immediately identify their 
types. These components are shown as boxes within boxes, mirroring the way in which 
elements are combined to create other components. Top-level components are 
eventually combined to create a study.     

 

• On this page the user has drilled down to view some of the study's underlying 
components. She can then edit any component, remove top-level components, and use 
the tabs to build various areas of the study.  

 

• Other Visio pages show this page in other states and show the other pages used 
in study creation. 

 

Important: If user has made any changes to 

the study (add/remove items, exception 
processing) AND the user leaves the page, 

either via the top navigation, Return, or by 
clicking Edit next to an item, show the “Save 

Changes” popup.

Tabs at top take user to that page.  

If user clicks the “Edit” button next to general 

Information, the page changes as per the  
Edit General Info” tab. 

“Big-Tree” Actions:

Clicking the “+” next to an item reveals the 
next level components for that item. For 

example, clicking “+” next to a Behavior 
Pattern reveals its Data Rules.

- The “+” is changed to a “-“

Clicking a “-“ hides ALL lower-level components 
for that item. All levels

    -  The “-“ changes back to a “+”
Clicking Remove next to an SG, RS or Act 

Limits removes the item from the study. 
Refresh the page

If user does not have proper authority to edit the 
study, hide all Remove links.

Clicking Edit takes the user to the detail page for 

that item. The current status of the tree’s 
details  (hidden/open) should be preserved. 

Refresh the screen on return to pick up 
changed details.

If user does not have proper security to edit an 
item a View link is shown instead.

“Exception Processing” and its Check are 
shown if exception processing is on for this 

Report item. This is not a checkbox.
“Exc Proc Override” and its Check are only 

shown if Exception Processing  and “Override” 
processing are both on.

Page Transition and Validation:

See the following page (Additional validation 
for Maintain Study: general: )

Maintain Study: general: (without Activity Limits)

  

Maintain Study

12/14/2002 – 
12/13/2003    

12/14/2002 – 
12/13/2003    

12/14/2002 – 
12/13/2003    

Time Periods: (mm/dd/yyyy) Learn more

Edit

Description

From:
To:

General Information:

RS: Report Section name up to 50 characters-

     DR:   Data Rule Name: up to 50 characters
     DR:   Data Rule Name: up to 50 characters

SG: Study Group name up to 50 characters-

Edit      Remove

RS: Report Section name up to 50 characters +    Edit      Remove

Edit      Remove

Edit        

Edit        

Study Name: 

Instructions to user

Description: up to 999 characters

Set Limits Why?

These will be tabs

Study name up to 50 characters

RI: Report Item name up to 50 characters

BP: Behavior Pattern name

 

     DR:   Data Rule Name: up to 50 characters
     DR:   Data Rule Name: up to 50 characters

BP: Behavior Pattern name

-

-

-

Edit        

Edit        

Edit        

Edit        

Edit        

 
     DR:   Data Rule Name: up to 50 characters

     DR:   Data Rule Name: up to 50 characters Edit        

Edit        

Created:           MJRC   12/14/2002 12:01P

Last Updated:  MJRC   12/14/2002 12:01P

Last Run:         MJRC   09/25/2004 09:01P

General with 
Edit page 

Exception Processing

Exc Proc Override

RS: Report Section name up to 50 characters +    Edit      Remove

Relative Weight  of Time Period:   Learn more

           1                         1                       1

1: General 2: Study Group 3: Report Section 4: Exception Processing 5: Activity Limits

Save Save and ScheduleValidateSave As Cancel/Return

 

 



      

Alucid Solution – Usability/Redesign Project for Health Care Call Center  

July – August 2005 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Deliverables: 

- Designed protocol for two rounds of usability tests: managers and call 
center operators 

- Facilitated usability tests for 11 users 
- Executive summary (Power Point) for both rounds of tests 
- Provided design recommendations developed from usability testing 
- 45-page usability report detailing test results and extensive design and 

usability recommendations 
 
Following this assignment, the client hired me to redesign one of their systems. 
 
 



Definition 6: Mental Model Map and Usability Recommendations for 
Fast Food Company:           November 2005    
 

The client was a national fast-food company redesigning their Internet, intranet and 
extranet. As a user experience contractor for Definition 6, I: 
 

• Met with every business group in the company and mapped out their “work world,” 
with emphasis on Internet, intranet, and extranet use, wish lists, and opportunities. 

o Defined all roles in the communications chain 
o Compiled current Internet, intranet and extranet usage  
o Recommended new methods of communicating with suppliers and other 

stakeholders 
o Outlined opportunities, challenges, and existing content 
o Mapped each group in a format that laid the foundation for a new site map. 

• Created a key to understanding the mental model map (shown below) 

• Sample mental model map is shown on the following page 
 

 

 

Key to Understanding the UrChix’s Mental Map Representation  
 
This document provides a mental model map of each of UrChix’s departments. A mental 
model map organizes each department’s major goals into a task groups, creating a 
framework that represents the department’s work. This framework may be used to 
develop a web site navigational scheme. The map as a whole should represent all of the 
company’s work that requires intranet, extranet, and Internet access. 

 
A shaded box represents each major task or goal. The task name is listed at the top of 
the box. White boxes positioned inside the shaded box represent the steps required to 
accomplish a task.  These white boxes may be used to define lower-level navigational 
elements. 
 
Additional information, including important external vendors, terminology, and current 
technology and databases, are listed beneath their respective tasks and task groups. 
This area underneath the task groups is often used to list existing content.  
 
The next stage in web site development is to match current content with the tasks and 
goals in the map. If content to support a task is unavailable, this may identify the need to 
develop new content and technology. If content exists, but no matching task or goal is 
present, this may identify additional tasks and goals to include in the map.  
  
 



Marketing and Product Development

UrChix’s

Mental Model 

comprising 
Department Goals 

and Tasks for 

Intranet/Extranet 

Project

Marketing Personnel, Franchisees, Business Partners

Legend

Task or Business Goal

Conceptual Group

Program and 
Product 

Development

Develop 

promotional 
materials

Define Target 
Audience

Naming, 
Refinement

Calendar Architecture

Create 

Promos from 
Business 

Objectives

Currently 
sold 

quarterly, 

moving to 
longer 

periods

Get Buy-in 
from 

franchisees

Develop Products 

Analyze 
Business 

Objectives

Menu 
strategies

Create new 
products

Roles

Internal 
Marketing 

Field 
Marketing 

Consultants

Support 
franchisees 

through the 
execution

process

Outside Agencies 
and Beverage 

Partners

Create Ads

Regionalize 

Ads
Buy Local 

Media

Supply 

product for 
promotions

Strategy   -----  Execution  -----

Develop local 

calendars

Product Development

Strategy   Execution  

Product 
Development 

and 

Optimization

Test 
Products

Test 

Marketing

Commercialize

Evaluate 

performance,
Collect and 

analyze data, 
Marketing ROI

RAZOR

ADC

CSE

Pointsmith

Arrowstream

Ad Agencies

American Digital Communications:   Printing and Ordering Promo Materials: POS printing, flyers, ads, 
promotional materials customizable by region… Via LSM website franchisees can order materials.  Very 

clear DB, UrChix's Express

Uniforms and “Tchotchkes”

Restaurant Kits, Banners (store displays):  InfoMaster system: Added value: Up-to-date customer 
lists, store statistics re promotions, customer profiles (e.g. Coke or Pepsi), demographic info

Arrowstream: Ordering and supply chain management: cuts across other areas of the company

Franchisees + Restaurant Managers � FMCs and FSCs

National (1 agency): create ads, distributes ads to regional agencies
Regional (7-9 agencies) buy media, develop and order regionalized materials (via Pointsmith’s InfoMaster), 

contact with FMCs

External Support and Development Resources Opportunities

New feature: Document repository for performance reports. Much not sent via email, 

which could be a slowdown. 

Improved communications between FMCs and agencies

Terminology

FMC: Field Marketing Consultant
FSC: Field Services Consultant (day-to-day franchise operations: products, supplies, 

maintenance, standards)
DMC: Regional area – need clarification of acronym

Graphics Standards and Trademarks (currently in shared folders; cross-ref with 
Communications)

M
A

J

O
R 

T

A
S

K

G

R
O

U
P

S

Review 

Consumer 
Insight Data

O

T
H

E
R

I
N

F
O

     
 

UrChix: Sample Mental Model Map: Marketing and Product Development



Clearnova/Kinderstreet: Redesign of School Management System 

October 2004-April 2005 
 
Kinderstreet is a full-service school and day care management system used by school 
boards as well as independent centers. 
 
I was responsible for the complete interaction design, usability standards, screen layout 
and object representation.  
 

- Personally designed over 200 wire frames and approved another 100, 
completing the design of a 300-page project in 5 months.  

- Created interaction design and standards from scratch via close interaction with 
product manager.  

 
The screen pictured below allows a staff member to take real-time attendance as 
students enter and leave the classroom. Clicking one of the interactive clock objects to 
the right of each time field enters the current time as students arrive.  
 
The checkboxes at the far right enable the teacher or assistant to enter a single arrival or 
departure time for many students with just a few mouse clicks.  
Other features include dashboards optimized for parents and staff members, advanced 
scheduling features, and thorough interactive help for parents who might not use the 
web every day. 
 

-  


